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REFERENCE DIVERSITY
Listening In A Crisis
Start the 
ConversationACKNOWLEDGE THE PEOPLE & THE SITUATION 
“The strength of our nation is the 
diversity of its people.”
- American Library Association
Pay 
Attention
“As a reference librarian a great 
volume of my work focuses on 
listening to patrons and 
responding to their needs.”
- Kay Coates
MAKE EVERY EFFORT TO LISTEN
Pay 
Attention
Listening is an active process that requires 
intentional effort.
• Hearing vs. Listening
• Are you aware of your listening profile?
• What happens when we refrain from 
listening?
MAKE EVERY EFFORT TO LISTEN
Make Every Effort to Listen Hear Them Out & Listen
https://courses.lumenlearning.com/ivytech-comm101-master/chapter/chapter-4-three-as-of-active-listening/
Pay 











Interpret the input (sound, vocabulary, language) 
and determine how to use it.
• Message of the speaker
• Body language
• Memory
Aurally assimilate the ‘facts’ and contextualize.









Consider the impact and respond.
• Avert communication barriers
• Open channels AND access resources




Note the reception and better prepare…
• Obtain feedback
• Take record
• Share best practices
TUNE IN UNTIL THE END
Thank
You!
“Listening: the process of receiving, 
constructing meaning from, and responding to 
spoken and/or non-verbal messages.”
QUESTIONS ?
- International Listening Association
REFERENCES Sources Cited
Brownell, Judi. (2017). Listening: Attitudes, Principles, and Skills. (6th ed.). Milton: Routledge.
"Diversity", American Library Association, April 19, 2007. http://www.ala.org/aboutala/diversity (Accessed June 1, 
2020). Document ID: dd7f41f7-a3d6-1be4-b1eb-0052706f22cb
Folkman, Joseph, & Zenger, Jack. (2016, July 14). What great listeners actually do. Retrieved from 
https://hbr.org/2016/07/what-great-listeners-actually-do
Kes. (2017, November 8). Kes - Hello (Folklore Riddim) "2018 Soca" [AdvoKit Productions x Julianspromos [YouTube 
Video]. Retrieved from https://www.youtube.com/watch?v=eldeaIAv_wE
Leadership, Center for Creative. (2019). Active listening: Improve your ability to listen and lead. (2nd ed.). Retrieved 
from https://ebookcentral.proquest.com
Miller, W. R. (2018). Listening Well: The Art of Empathic Understanding. Wipf and Stock.
Nichols, Ralph G., Stevens, Leonard A. (1957, September 1). Listening to people. Retrieved from 
https://hbr.org/1957/09/listening-to-people
[Power generation]. (2020). Retrieved from https://www.power-technology.com/comment/iraq-braces-for-power-
outages/
Segal, Elizabeth. (2018). Social empathy: The art of understanding others. New York: Columbia University Press.
SkillsYouNeed.com 2011-2020. (2018). Types of listening. Retrieved from 
https://www.skillsyouneed.com/ips/listening-types.html
Udemy Editor. (2020, March 11). 5 types of listening to become an awesome listener [Web log post]. Retrieved from 
https://blog.udemy.com/types-of-listening/





Kay Coates, PMC, MILS
Library Faculty
Research Services Librarian
Zach S. Henderson Library
Georgia Southern University
P. O. Box 8074
Statesboro, GA 30460
912-478-5661
Kcoates@georgiasouthern.edu
